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Take-out!

This project studies take-out apps
to analyze the experience of
ordering food via a mobile app. |
decided to study Erbert &
Gerbert’s in order to focus on an
app that provided delivery as part
of their services.

| chose this app for this project
because their menu could be laid
out in a more efficient way, and |
want to see if my solutions test
well with users. Within the
competitive analysis, | looked for
apps that have delivery and /or
takeout components in order to
compare their ordering processes.

Since I've used the website and
app before, I’'m used to their
ordering experience. I’'m curious
to see if that is the case with a
wider user group.
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My Bag Simon Meyer

french bread

gluten free bread $2.29 ’
honey wheat ’
wheat wrap $0.59 ’

bbq chips
bowl beer cheese $3.19
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Enter promo code

COMBO APOLLO

Chicken Breast & Bacor@ippped

Sauce, Avocado, Lettuce, Tomato and Hellmann's® Mayo
(760 - 800 Cal)

COMBO BEACON $11.47

_’_AV Beef Brisket topped with Chipotle Citrus BBQ Sauce,
Cherrywood Smoked Bacon and Cheddar Cheese
(830/ 870 Cal)

COMBO BONEY BILLY $10.17
Double Turkey Breast, Tomato, Lettuce and Hellmann's®
Mayo

(630 - 670 Cal)

COMBO BORNK $9.27
& Tuna Salad mixed with Onions & Celery, topped with

Tomato and Lettuce

(640 - 680 Cal)
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Chicken Breast & Bacon topped with Chipotle Citrus BBQ Sauce,
Avocado, Lettuce, Tomato and Hellmann's® Mayo
(760 - 800 Cal)

NUTRITION ‘

IEI 1 ADD TR.BAG | $10.47
LOCATIONS REWARDS ORDER DEALY MORE
®4094%
Reload

DELIVERY CHARGE: $2.00
MIN ORDER AMOUNT: $5.99

SELECT TIME

COMBO APOLLO

READY TO CRECKUUTT

11:05 AM

TODAY TOMORROW OTHER

Open from 10:30 AM to 11:00 PM
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ORDER

DEALS MORE

Erbert & Gerbert’s

The Erbert and Gerbert’s app was
a generally smooth experience. |
already had an account with them,
so my address and payment
method was already set up. After
selecting my menu item, | tapped
the “Add to Bag” button and the
view panned down to reveal
options for customizing my
selection. Once | selected all the
options, | was able to check out
normally.

Since I've used the app before,
I’m biased. We’'ll see if user
interviews reveal anything
interesting.

The strengths of the app are the
large eye-catching photos, along
with the emphasis on
customization.

The most obvious weakness is
redundant navigation options, but
| also noticed that | had to scroll
too much to view all of the menu
and customization options.
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Soft Taco
TACO GIFTER .39 | 180 Cal

FAVORITES
[

NEW
Soft Taco Supreme®
5199 | 210Cal

GROUPS

COMBOS

Selected Location:
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Large Fountain Drink Cinnamon Twists Cheesy Roll Up
$199 | 0-420Cal $1.00 | 170Cal $1.00 | 180Cal

You Might Like

Crunchy Taco Chicken Quesadilla
$139 | 170Cal $4.39 | 510Cal

Crunchwrap
Supreme®
$419 | 530Cal

< PLACE ORDER Log In
> Review Order 3 Items
@ Pickup Location

1401 N Broadway
Menomonie, W1 54751

Open Now: 7:00 am - 12:00 am

@ Pickup Details

When would you like to pi

Checl®@ut

Taco Bell

The Taco Bell app was clean and
easy to navigate. The Ul was
visually interesting, and the colors
made it fun to browse as well.

Similarly to the Erbert and
Gerbert’s app, | navigated to the
menu, category, and then item.
Customizing the menu item was
under a separate button -
“Customize” but you could
quickly add items into your cart
without customizing if you wanted
the default options. After tapping
the “Add To Order” button, it
changed to “Add Another” it took
me a moment to realize what had
happened, and | accidentally
added an extra taco into my cart.
There was no pop up that | had
successfully added a taco, just
the cart at the bottom with a small
number to represent how many
items were in my cart.

Strengths are the clean Ul and
visual style - it looks appealing!
Experience is very quick as well, it
doesn’t take long to order.

Main weakness is a lack of user
feedback when an item is added
to the cart.
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The Domino’s app was the
lengthiest process, even when
G S Your cart is empty. Onpis  SpeciayPiuas  Breads ordering a specialty pizza that
. o Select Menu or Coupons to get started. ) . .
—_— Sulte/hpt # Required doesn’t require extensive
partmen A £ . . . .
City Reaquiret ‘ _ y customization. Unlike the previous
Campus/Base Food & Beverage: $0.00 . ,
State  Selecta State - Rauire Taxes: $0.00 —_— . two apps, Domino’s has you enter
Zp Gode Require Tota: $000 e your delivery information before
e Delvery htrctions Opionsl s N KL, accessing the menu. It then brings
Dormitory [] Save this address to my Pizza Profile : Sy you to your empty cart instead of
the menu. Ordering the item was
fairly standard, although the Ul
A 1 T looks a bit dated and could be

organized better.
% CARRYOUT

WHROSIIRIS e A strength of this app is the grid
layout for the menu categories
instead of a long list.

= & Delivery Address Delivery Address

Earn points toward FREE PIZZA with Domino's Piece of the Pie Enter Apartment Address
Rewards® @ SIGN IN to your pizza profile to access saved contact
and payment information.

Address Type

Apartment Name Optional

House

Hotel

Other

van9zn : v.au9s% : v4u95% v4095% Weaknesses are much easier to

Specialty Pizzas Details D0 Ll Checkout find than strengths. The Ul is

Small (0°) Cicken Taco S Ll o bt Tl 1523t dated, the app asks for delivery

Whole: Diced Tomatoes, Premium Chicken, American Cheese, Products Place your order below for Wednesday, 10/07/2020 at 12:45 PM. ) ] )
° g:?:::r Cheese, Green Peppers, Shredded Provolone Cheese, hicken Taco i nfo rmat ion befo re be in g ab I e to
Chicken Taco - to your Pizza Profile for faster checkout or .

4 pase A Small (10") - Hand Tossed SIGNIN | rtinue below as guest.

Size R oo e/ wics o of i) inde blow as guest see the menu, and the app brings
Small (10%) - Hand Tossed Whole: Diced Tomatoes, Premium Chicken, American Cheese, you to an em pty Ca‘rt When you

3 Cheddar Cheese, Green Peppers, Shredded Provolone Cheese, Email Address - required . .
| Cheeseburger i begin your ordering process.

Set Quantity Phone Number - required Ext. - optional

Quantity iy \

Choose Your Drink Last Name - required

First Name - required

Z ExtravaganZZa
Add a refreshing by t der? ) . » i
s e e e Your store is temporarily requiring Contactless Delivery for all

e (-~ I delivery orders
JEGGIES & MOI iz e
VE' B SMIRE ‘ 3 « No direct contact with your Delivery Expert.
i \ \ ey \ an®

Learn More
! MeatZla Tap To Add Diet Coke® Sprite® Fanta® Orange

Delivery Instructions:
Leave clear instructions on where your Delivery Expert should place your delivery.
Ex: leave on chair next to the front door.

Food & Beverage: $11.99

Delivery: $2.50 optional
Philly Cheese Steak e

Tap To Add

Tap To Add : o=
Total: $15.29 ¥ Enroll in Piece of the Pie Rewards® O

Earn points toward FREE PIZZA on every qualifying order of at least $10 0
i anT or more.* Plus, save your information for faster checkout!
Pacific Veggie dia g To Mt & CHEC (34T : o gl
ggi By enrolling, you agree to comply with the Terms & Conditions 0f Domino's Piece of
the Pie Rewards”.

*limit one per calendar day

Italian Sausage Tap To Add
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8 Stores

Over4d.5 %k ‘ . Under 30 min

All Restaurants

Lucette Brewing Co.
$S - Pizza, Breweries
Newly added

Hang'’s Cuisine
$$ . Vietnamese
Newly added

The Waterfront
$$ « Barand Grill
Newly added

The Abbey Pub And Grub
$$ - Pubs
Newly added

LogJam
$$ . Barand Grill
Newly added

Golden Leaf Cafe
$$ . Coffee Shop, American
Newly added

Tams amd lale Daw

% | S

Delivery Pickup Offers

Pickup Vegetaria

Closed
$1delivery

Closed
$1delivery

Closed
$1delivery

Closed
S1delivery

Closed
$1delivery

Closed
$1delivery

Q El

Search Orders

853 @

The Waterfront

< WINGS & TENDERS

TENDER BASKET
$8.99

WING BASKET
$10.99

BONELESS WINGS
$10.99

e

The Waterfront

Barand Grill
0.0 % Newly added - 1.6 miles - $$

$6.00 Closed now

delivery

D Store is unaffiliated with DoorDash

DoorDash customers can still place orders. Own this
store? Contact us to claim your business.

All Day

Closed

Q Search this menu

APPETIZERS

SALADS

FISHERMAN'S CORNER
WINGS & TENDERS
SANDWICHES & WRAPS

BURGERS

e

WING BASKET
Side Choice

@ Substitute cheese curds

O Substitute mac & cheese

O Substitute side salad with 1000 island
dressing

O Substitute side salad with balsamic
vinaigrette dressing

O Substitute side salad with blue cheese
dressing

PA094%

Required

$1.00

$1.00

$1.00

$1.00

$1.00

O Substitute side salad with caesar dressing ~ $1.00

O Substitute side salad with french dressing ~ $1.00

O Substitute side salad with honey mustard $1.00

dressing

O Substitute side salad with ranch dressing ~ $1.00

OSubstit asido

M+ AddTo Ga

854 @

Your cart from

X The Waterfront

You saved $4.99 with New User Promotion

Items

1x  WING BASKET

S99

Substitute cheese curds, SPICY BUFFALO
If item is unavailable: Go with merchant recommendation

People also ordered

$8.99

Summary

Promo Code

Subtotal

Delivery ®

Total

MINI CORN DOGS

Fees and Estimated Tax ®

+ Add moreitems

>

$11.99
$3.00
$5:99 $1.00

$15.99

$1.00

DoorDash

DoorDash is somewhat unlike the
rest of the apps I've studied. It
isn’t one single brand, and
therefore has multiple menus to
juggle at once. However, it offers
delivery as a primary service, and
| wanted to see if there were any
interesting new ideas that the app
used.

The DoorDash app was an app |
had never used before, so | had to
create an account. | selected a
restaurant, and navigated their
menu to select my item. This
process was very quick, and |
would’ve been tempted to order if
| wasn’t outside of the delivery
range. The lists for the menu
options can get quite lengthy, as
seen in the third screenshot.

Strengths are the clean Ul and
smooth ordering process. Even
with multiple menus, it was easy
to find something to order.

Weaknesses are the lack of
images to base your order off of,
along with the reliance on long
lists that take a while to scroll
through.

View .
b The Wat®Ffront Continue $15.99
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User Research

Research was done through
multiple methods: app store user
reviews, an online survey, and
in-person usability testing.

In-person testing was limited, as |
could only get two people to
participate. | simply handed them
my phone with the app loaded up
and asked them to place an order.
| wanted to see what types of
items they gravitated towards,
along with what additional steps
they took as a part of their
ordering process.

One of the additional steps was
adding a coupon onto the order.
This is hidden under a small
shopping tag icon that made it
difficult for one of the users to
find.

Another main task was
customization. This step took
both users a while to complete, as
they had to scroll up and down
the customization list to find the
items they wanted to add or
remove.




What is your age?

21 responses

What is your gender?

21 responses

What is your employment status?

21 responses

How many people do you usually order food for?

21 responses

How often do you customize your order? (Modify condiments, add special instructions, etc.)

21 responses

A

What meal do you usually order food for?

21 responses

Simon Meyer - DES 370, Fall 2020

@®0-17
@ 1824
25-44
@ 4564
@ 65+
@ Prefer not to say

@ Maie
@ Female
Other
@ Prefer not to say

@ Employed

@ Unemployed
Retired

@ Prefer not to say

@ Just myself
® 2-3 people
4 or more people

@ Never

@ Sometimes
Often

@ Always

@ Breakiast
@ Lunch

Dinner
@ Other

Do you have any dietary restrictions?
21 responses
Diet (Vegan, paleo, efc.}
Allergy
Other type of restriction
None

Prefer not to say

How often do you order takeout or delivery?

21 responses

@ Multiple times & week
@ Once aweek
Once a month
@ Once ayear
@ Never

When you order food, what method(s) do you use to place your order?

21 responses

In person

Phone call

Website

App

Which is the most important to you when choosing a fast food restaurant to eat at?

21 responses

@ Menu choices
Distance @ Item customization
219.5%) Customer service

@ Price

@ Delivery option

@ Distance

How often do you eat Erbert and Gerbert's?

21 responses

@ Multiple times a week
@ Once aweek
Once a month
@ Once ayear
@ Never

How often do you use the Erbert and Gerbert's app?

21 responses

@ Often
@ Sometimes
Never

1:08 @ & 0 V.4 W 68%

& a Erbert and Gerbert's 2.6 *

Ratings and reviews

o Anthony Lochson

* 6/6/19

What a pile. Lost all my earned points when switching over from
the card. The "migrate your points" option is a joke. It does no
such thing. Kiss your points goodbye. There is a Subway like 2
feet away from Erbert and Gerbert's, think | will go there from
now on. They don't screw their loyal customers.

Was this review helpful?

W Tammi Bauer

* 10/15/19

App doesn't work. When scanning a receipt it always says
oops. It's taking longer than normal try again later. | have never
received points from this app and | have had it for over a year.
Never get points when | order from it either. Maybe you should
fix it. | stopped ordering from you guys about 4 months ago.
Don't like being lied to

Was this review helpful?

6 Adam Ferber

*k %k 4/5/19

didn't think anything of it, got the app, scanned the receipt, 7
points from $5 off, decent. also, | assume that the birthdate
entry is for birthday subs and/or coupons, but I have to wait a
whole year to tell. keep up the great work on the app!

Was this review helpful?

Online Research

The online survey generated the
most information, and showed
some general trends among users
that were useful in creating user
personas.

| particularly found the splits
between how many people users
order for, along with the frequency
of customization, to be interesting
takeaways for this survey. Not
everyone is interested in
customization, and many people
are just ordering for themselves.

App store user reviews mostly
contained complaints about
technical issues, but some of the
issues the in-person testers ran
into were echoed by the app store
reviewers - coupon issues.
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Observations

Ordering

Menu

10% of users never 20% of users have a
customize their order dietary restriction

Order wouldn’t go
through

Website is the favorite
method of ordering

Prefers to use card for
payment

Couldn’t find coupon
button for redemption

Menu choices is most
important when
selecting a place to eat

Account

Couldn’t remove old Didn’t save address or
address in app payment information

Log in not working Didn’t receive points

Observations

| labeled my observations based
on where | found the information
from: in-person (red), app store
reviews (green), and online survey.
(blue)

When sorting the observations, |
tried to determine the function
that the observation was related
to. This would help me
understand what types of issues
users are running into, along with
what needs they may have
regarding that function. It would
also help with the prioritization
matrix in the future.

The affinity map showed the
issues were divided between the
menu, ordering process, and the
user’s account.
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Importance

Menu display

Account features

Frequency ——»

Ordering process

Technical issues

Prioritization

| divided the observations again
into a prioritization matrix, and
found the most important
category to be the ordering
process. This was the issue that
users commented on the most -
taking a while to find items,
customization taking too long,
and figuring out coupons being
the main observations. The
survey also revealed that the
menu is the most important part
of choosing a restaurant for most
users.

There are always technical issues
to track down such as coupons
not redeeming or not receiving

points after an order, but | won’t
be addressing those types of
issues with my sketches and
paper prototype.




User Personas

Based on all of the research data,
| observed two main divides
between users: the desire to
customize items, and how many
people users are ordering for.
These are the main characteristics
of my personas, although | also
incorporated some of the other
survey results into them as well.

Caitlin, the primary persona,
represents a user that orders for
multiple people, has to account
for dietary restrictions, and
) WAkt et o8 (I af iy desires a smooth customization
lunch break as possible"” experience. Adam, the secondary
persona, just wants their food
quickly and doesn’t want to waste
time ordering.

Caitlin

"l want to make sure everyone in my
family can have something to eat”

CHARACTERISTICS CHARACTERISTICS

Anything that benefits the primary
should also benefit or not affect
the secondary user. Adam could
simply skip the customization
step and allergy information that
would be detailed for Caitlin.

Secondary

Primary

Simon Meyer - DES 370, Fall 2020




Sketches

To plan out what | would change
1 in the app, | sketched out a few
F\cwmv\g)& Menwv 4o e mae Qegont | 1 H ideas based on trends in the
‘1 @een Spalt | ARFE }, research. The order process
e \ E i"ff i1 0 overall had to be smoother and
- foa— [ Locexian | : B less confusing. | reorganized
,f e : O/F? @ g 5 navigation elements and
=y e i : reordered the menu to make it
easier to browse. | also prioritized
the search function by adding it in
as a bar rather than a small icon.
Some of these design choices are
seen in the Taco Bell app, and it

provides a smoother experience.
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Prototype

| created a cutout of a phone with
a default welcome screen along
with several other options for
screens based on their progress in
the ordering process. They’ll start
by navigating to “Order” in the
bottom navigation, this is identical
to the current app, although it
could be relabeled “Menu”. They’ll
be displayed a list of categories,
followed by the category items
and their selection. | also included
a customization screen that
provides an easier to understand
experience. The prototype finishes
with them tapping the “Checkout”
button.




Lo-fi Testing

| was able to test the prototype
in-person with one user, and
online with two via video chat
apps - Snapchat and Zoom. The
left photo reflects my in-person
user, who asked not to be
included in the photo beyond their
shown hand. The right photo
reflects my setup for online video
calls.

| provided all of the users with a
prompt of placing an order for one
sandwich. For the online calls, |
asked them to think out loud and
tell me where they would like to
tap on the lo-fi interface. | would
confirm by pointing at the

ld G Sewwidhe®
Cheese =2

|
| | b
None £t (B ]Em B © S

= | [esvee E‘H Sevps
News £ [Ro] 7 B

S Savit-

Danks

specified location, and then would
switch out the paper pieces to
reflect the page change.
Methodology for my in-person
user was identical except they
were able to “tap” themselves.

[ g s

.
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Lo-fi Observations

All of the users were able to
Observati ons successfully place their orders,
and all of them chose to
customize their sandwiches. One
notable hiccup was a bit of
confusion on how to get to the

cart - tapping on the bag icon.
“l like the buttons for Unsure of how to get to “That was fast!” This behavior is similar to real
the condiments!” the cart

app, but another button could be
added to make finding the cart
easier.

There were lots of encouraging
comments about the interface,
and not many hiccups beyond the

“I’'m done already?” Enjoyed the sub icon Used the search .

for ordening function to find a cart location. One user wanted to
sandwich use the search function, which
required a bit of improvisation on
my part.

“Now I'm hungry”

Simon Meyer - DES 370, Fall 2020
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Outcome

The Erbert & Gerbert’s app is
functional, but steps could be
taken that would make the
experience much smoother for
their main groups of users.
Increasing the clarity of their
labels, making their menu easier
to browse, and streamlining
customizations are all
improvements | incorporated into
my prototype with great success.

Testers commented that each
section of the prototype was clear
and they understood exactly
where they were in the ordering
process. One user especially
enjoyed the redesign of the

customization menu, as they
disliked the one used in the app.

| enjoyed focusing on user groups
and streamlining the app’s key
tasks in the paper prototype.
Testing the prototype was fun too,
even if it was harder due to most
of the testing being over a video
call.




